SUMMARY NOTES 

Your Instructor: 

Russ Henneberry 

Content That Increases Retention & Loyalty 

This is the content that drives excitement! 

Two types of content: 

• Onboarding Content 

• Indoctrination Content 

Goals at the Excite, Advocate & Promote Stages 

1. Increase retention 

"A mere 5% increase in your retention rate can increase profits by 25% to 
95%" -Bain & Company 

The Retention Rate Formula = (Ce-Ca)/Cs 

• Step 1: Choose a time period 

• Step 2: Determine how many customers you had at the end of that 
period (Ce) 

• Step 3: Determine how many customers were acquired during that 
period (Ca) 

• Step 4: Determine how many customers you had at the start of that 
period (Cs) 

2. Increase customer loyalty 

3. Increase the number of positive reviews 
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Leveraging Awareness Content 

You can use this content to increase retention rate, customer loyalty, and 
positive reviews. 

This content: 

• Inspires 

• Lowe's article Healing Hearts and Warming Hands 

• Shows the behind-the-scenes 

• Adobe Life 

• Celebrates 

• Ex. Happy holidays e-cards 

• Lets your guard down 

• Ex. Moz's article, " Moz is Doubling Down on Search " 

• Is self-deprecating 

• Ex. Digital Marketer's yearly Bloopers Video 

• Takes a stand 

• Ex. Ben & Jerry's article, " This 4/20. Let's Be Blunt About Justice " 

• Tells your genesis story 

• Ex. Clif Bar's article, " How We Got Started " 

Content Types: 

Welcome Email 

• What is the first point of contact via email that you're sending? 

• Find marketers in your space, opt-in to their Lead Magnets, and 
look at their welcome emails 

• For example, Allbirds shows you how they're not just another shoe 
company 

• For example, Modern Publisher tells you about the community you've 
joined 

• For example, Evernote shows you how to be successful with their 
product 
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About Page 

• Create a wireframe of how you'd like your About Page to look based 
off of the About Pages of other businesses 

• For example, Visit Seattle . Intercom , and Zappos 

Packaging and Package Inserts 

• The smartest companies and best content marketers are taking 
advantage of every opportunity to create loyalty. 

• Sticker Mule has a package insert that says, "Cheers! Thanks for 
your order. Printed, cut and packaged with love from Becca. Got a 
sec? Share a photo or video on Instagram!" 

• Bombas Mailer's packaging talks about how much they love socks 

• Frank Body has copy on the packaging of their products 

Support Documentation 

• Create content that helps customers get more value from what they've 
already bought. 

• Self Publishing School gives you a physical workbook when you've 
bought their course 

• CrazyEgg has support content for customers looking to implement 
their software 

• Nest has support documents that show how to use their product 

Events 

• Events are a great way to build indoctrination and get people to truly 
understand who you are. For example... 

• Digital Marketer's Traffic & Conversion Summit 

• SalesForce's Dreamforce Conference 

• Canon Live Learning Events 
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Digging a Competitive Moat with Content Marketing 

There's a tremendous amount of content being produced today—yet 
there's a massive shortage of really great content. 

Give 10% more than your competition and you will win the content 
marketing game. 
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